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1.Which activities can agents pick and pull? 
A. Agents can pick chats from other agents that belong to the same set of skill 
groups. 
B. Agents can pick chat from other agents that belong to the different skill groups. 
C. Agents can pick emails from other agents that belong to the same set of skill 
groups. 
D. Agents can pick emails from other agents that belong to the different skill groups. 
Answer: C 
Explanation: 
httos://www.cisco.com/c/dam/en/us/td/docs/voice_ip_comm/cust_contact/contact_cen 
ter/enterprise_chat_email/enterprise_chat_email_12_ 6 1/User/Guide/ece126_usergui 
de_agent.pdf 

of 
2.What are three report categories and templates included for EQ& reporting? 
(Choose three.) < 
A. Supervisor Status 4” 
B. Contact Center Trend 
C. Email Survey 
D. Service Level Agreement <s 
E. Service Level Performance 
F. Contact Center CCAI O 
G. Agent performance 40 
Answer: BE G eo 


3.Which feature is unable to e-teleted or made inactive? 
A. Enterprise Chat and Emgýb 

B. Unified CCE > 

C. Exception Queue N 

D. Supervisory Qugoes 

Answer: C ó 


4.Which two media classes require configuration to be used in Enterprise Chat and 
Email? (Choose two.) 

A. ECE_Default_Queue 

B. ECE_activity 

C. ECE_Inbound 

D. ECE _ Email 

E. ECE Chat 

Answer: D E 


5.What are the workflow types in ECE? 
A. Alarm, Inbound, Exception, Default 
B. Inbound, Outbound, Alarm 

C. Default, Inbound, Outbound 

D. Alarm, Outbound, Inbound, Exception 
Answer: B 


6.What is the maximum size of an attachment to be downloaded by an agent user 
interface before temporary slowness may be experienced? 
A. 20 KB 
B. 30 KB o 
C. 40 KB e 
D. 50 KB $ 
Answer: D 2 
o 

a 
7.What is the maximum permissible one-way networkdelay between Unified CCE 
servers and ECE servers? gy 
A. 80 milliseconds 
B. 120 milliseconds Qi 
C. 240 milliseconds aO 
D. 300 milliseconds L 
Answer: D 


8.Where are queue permisgfOns automatically assigned and unable to be changed 
when picking, pulling, Ag Pradsterino activities? 

A. EECE N 

B. UCCE O 

C. Partition oY? 

D. Service 

Answer: A 

Explanation: 

Picking, Pulling, and Transferring Activities 

Queue permissions are assigned automatically based on the MRDs that were 
imported. These permissions cannot be changed in ECE. 

Important Things to Note About Permissions to Pick and pull Activities 
httos://www.cisco.com/c/dam/en/us/td/docs/voice_ip_comm/cust_contact/contact_cen 
ter/enterprise_chat_email/enterprise_chat_email_12_6_1/Maintenance/Guide/ece126 
_userguide_chat_administration.pdf 


9.What is the maximum value for the ‘MaxMessageSize’ property to allow the total 
number of characters for each chat message? 

A. 800 

B. 1000 

C. 2000 

D. 2500 

Answer: C 

Explanation: 

Locate the MaxMessageSize property and change the value of the property to the 
number of characters you want to allow for each chat message. By default the value 
is set to 800. This setting is also used to control the message length in the Additional 
Comments field in the template survey form. The maximum value cange set to 2000. 


a 

RS 
10.What is the default value for the email media class set by te installer? 
A. Email_media_class ač 
B. Email_ ECE © 
C. ECE_Email RY 
D. Cisco_email gy 
Answer: C xO 


Explanation: <% 
Media classes are set in the ECE partitiog@vel setting - Media Classes - as 
ECE_Email, ECE_Outbound, and ECĘgÊhat. If you use names other than these, you 
must change them in the partition le@ setting from the ECE Administration Console. 
Note that the names of media clagses are case sensitive. 
ge 

% 
11.In which two ways areehats transferred? (Choose two.) 
A. Only open chat actigiies in which the customer has not left the chat session can be 
transferred. O 
B. Chats can be-fansferred to departments directly. 
C. Agents can transfer the chat activities based on the Maximum Task limit setting. 
D. Agents have unlimited transfers of chat activity. 
E. Only one chat activity can be transferred at a time. 
Answer: CE 
Explanation: 
Chats cannot be transferred to departments directly 
Based on the Maximum Task Limit setting, agents can transfer additional activities to 
agents who have 
reached their concurrent task limit. The maximum number of activities is defined as 
part of the setting. 
Only one chat activity can be transferred at a time 


12.What are four best practices before starting to troubleshoot ECE issues? (Choose 
four.) 
A. Know the ECE version and Engineer Specials installed. 
B. Collect all ECE services logs. 
C. Understand the physical model, be it a centralized office or branch location, as well 
as the VoIP protocol. 
D. Restart the ECE servers. 
E. Upgrade to the latest Engineer Special. 
F. Understand the Deployment Model, the call-flow, the messaging flow, and the 
configuration. 
G. Understand the customer's intent for the flow of emails and chats. ¢ 
Answer: A,B,F,G oe 
K 
13.Which sequence should be followed while starting EC 
A. Services server, Message server, File server, Dang se a Application server 
B. No mandatory sequence is needed 
C. Services server, Message server, Database s of File server, Application server 
D. Services server, File server, Database serve Message server, Application server 
Answer: B b 
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14.What are two ways the agent SSOYunctions in the ECE/CCE environment? 
(Choose two.) 
A. Unified CCE agents contiguggd for SSO in Unified CCE can now access the ECE 
gadget in Cisco Finesse, bytathey have to input their credentials. 
B. SSO allows administris to check the status of agent and supervisor 
performance. 
C. SSO is not enabled by default; configuration is necessary. 
D. SSO allows ts, supervisors, and administrators to provide CCE credentials 
once and be authenticated across multiple disparate applications. 
E. Unified CCE agents who are not configured for SSO in Unified CCE are not 
allowed to access the ECE gadget within Cisco Finesse. 
Answer: C,D 


15.What is the formula for a standardized agent count for email? 

A. Standardized agent count for email = Actual agent count * Average number of 
messages handled per hour by each agent / 10 

B. Standardized agent count for email = Actual agent count * Average number of 
messages handled per hour by each agent / 6 


C. Standardized agent count for email = Actual agent count * Average number of 
messages handled per hour by each agent / 20 

D. Standardized agent count for email = Actual agent count * Average number of 
messages handled per hour by each agent / 4 

Answer: B 


16.Which two changes should be made in the calendar when changes in daylight 
savings occur? (Choose two.) 

A. Adjust the start time and end time for all shifts. 

B. Delete the existing shift label before creating a new one for daylight saving time. 
C. Change the timezone at the user group level. 


D. Change the timezone at the system partition level. o 
E. Change the timezone at the department level. | 
Answer: A,E KG 
© 
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17.Which items must be configured before agents can Pol to emails from 
customers? 

A. Inbound workflows, Outbound workflows, TA Users, Queues 
B. Inbound workflows, Outbound workflows, U , Email aliases 

C. Inbound workflows, Outbound workflows, BLS: DN 

D. Email aliases, Inbound workflows, Users? Queues 

Answer: D © 

Explanation: o 
The following items must be configtred before agents can begin replying to emails 
from customers. + 

Email aliases: These map tgæmail addresses to which customers send emails. For 
details, see “Aliases” o e 14. 

Inbound workflows: Peptess the emails. See Enterprise Chat and Email 
Administrator's Gujde to Administration Console for details. 

Queues: A holding location for emails waiting to be routed to agents. See Enterprise 
Chat and Email Administrator's Guide to Routing and Workflows for details. 

12 Enterprise Chat and Email Administrators Guide to Email Resources 

Users: Agents who reply to emails, supervisors who monitor and manage agents, and 
administrators who create and administer workflow and routing. See Enterprise Chat 
and Email Administrator's Guide to Administration Console for details. 


18.What connects to the Media routing peripheral gateway of ICM to the ECE server? 
A. web server 

B. services server 

C. application server 


D. message server 
Answer: C 


19.Which information in ECE allows administrators to set up working and non-working 
hours and days for employees in their department? 

A. Business hours 

B. Administrative script 

C. Business calendars 


D. Time of day 
Answer: C 
| f | | L 
20.Where is the Script selector in CCE mapped in ECE? of 
A. Queue RG 
B. Dialed Number <? 
C. Workflow c 
D. Call Type = 
< 
Answer: A K 
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